Assist Hanford cleanup progress by f a c i l i t a t i n g an informed consent process t h a t i s sensitive t o the values of affected publ i c s , stakeholders, and regulators and assures high-qual i t y publ i c i n p u t t o deci s i on-maki ng.
Emphasize a proactive communications strategy that i s productive and responsive t o RL requirements and publ ic/stakeholder values and which insures effective publ i c interface and Hanford progress.
Integrate external communications programs and services into the following WHC projects: Transition, 2) Tank Waste Remediation Systems, 3 ) Nuclear Spent Fuel, 4) Waste, Analytical & Environmental Services, and 5) Administration.
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For example, the recent identification by the Secretary of Energy of the three tribes as co-regulators of Hanford directly impacts the level of effort and cost of achieving planned public involvement.
FACTORS THAT INFLUENCE CHANGES IN TYPES OR NATURE OF PRODUCTS and SERVICES
The factors that influence changes in the nature of External Communications services are directly related to management decisions both within WHC and at DOE and stakeholder expectations.
For example, stakeholder interest in an issue will require increased information and interaction be provided. to implement a multimedia information program. t.o be an influence in FY95.
Technological influences are a1 so present as demonstrated by the unanticipated FY94 request
Integration into the information highway is expected
ASSESSMENT OF PROBLEMS, ISSUE AND OPPORTUNITIES
External Communications faces a significant challenge to stream1 ine its operation, be more cost effective and provide services directly to key WHC programs. At risk, however, are the efficiencies realized as a centralized overhead organization. maintained, the department will retain both an overhead function and a program services cost center. Services provided directly to projects will be paid for by the projects.
To ensure both efficiency and effectiveness are
Maintaining communications between stakeholders and WHC program management is at a critical stage at this time. being made safely and cost effectively, future resources may be restricted and third party intervention 1 i kely.
Without the confidence of stakeholders, the public and regulators that cleanup progress is
The leadership of both the Department of Energy and Westinghouse have committed to assure public input to %he deci sion-making process. The systematic development of informed consent process is now assuring open, two-way communications with Hanford stakeholders, among others.
' facilitation of this process by External Communications, customer expectations will not be met.
Crucial to progress and informed consent is information.
and tool s respondi ng to the i nformat i on needs of a techno1 ogi call y driven audience are being developed.
demonstrations , but further devel opment is needed. 
CUSTOMER SUPPORT STRATEGIES
Multi-purpose teams capable of providing a full range of communication services will be refined and dedicated to four key cleanup programs and one administrative area. Services provided will include strategic planning, public involvement, public information and media information.
Services essential for the functioning of the Hanford Advisory Board and Tri-Party Agreement pub1 ic involvement requirements will be dedicated to those entities.
Customer needs and satisfaction will be assessed through one-on-one interactions with DOE-RL and stakeholders and through group meetings as needed.
PRODUCTION STRATEGIES
Information required is determined by the cognizant communication group whether it be the manager or the project team. Development of the information is then "contracted" with the appropriate source. For efficiency, External Communications has developed an internal Information Products Center of Excellence which serves as a full service resource for electronic and printed information products.
ORGANIZATION and MANAGEMENT STRATEGIES
The organization and management strategies are carried out though the teams described in the "Customer Support Strategies" section. The team will be supported by the department as a whole which will provide broad services i.e. Speakers Bureau, tours, information product development, government relations, etc. Managers will serve as "coaches" to the teams as well as senior experts in their areas of expertise. management level. Teams will have the flexibility to "borrow" resources temporarily from other teams to address high volume workload issues. The performance of External Communications Department strategies will be measured through informal surveys of stakeholder perceptions and the reflection of those perceptions in the department's planning; to visibility, understanding and achievement of Hanford's mission' and the adoption of new practices learned from these interactions.
the strength of stakeholder partnerships and degree t o which those partnerships contribute Performance measures also include the number of new communication products; number of ineffective products eliminated; amount of proactive pub1 ic information provided; time needed to respond to inquiries; and number of customers served. 
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WBSl 100 Public Information
WBS1200 Strategic Planning
Provide proactive information to the general public and stakeholders. Respond formally and informally to public inquiries, Research, develop, distribute fact sheets, letters and visual products to fulfill requests.
Provide a proactive communications strategy that is productive and responsive to RL requirements and public/stakeholder needs and values which insures effective public interface and progress at Hanford. The development of the department's goals, objectives and strategies also assumes that staffing will be consistent with funding levels; funding will be received from the ERC for communications services provided to it; and the process through which the three co-regulator tribes will be involved in decision-making will be cl ari f ied.
2.B.1
The External Communications Department's achievement of its mission will depend greatly on something beyond its control: the ability of the Department of Energy and Westinghouse to prevent events which damage working re1 ationships and reduce stakeholder confidence in Hanford. Management decisions intended to be positive also may become an issue at the External Communications level. key example is the recent decision about tribal interaction and involvement in the decision-making process, which may require more public involvement and other communications support than has been anticipated.
A
Providing direct communications response to an unanticipated event will likely use resources earmarked for other planned products and services. There is 1 ittle choice, however, for an ineffective communications response likely would add to the damage caused by the event or decision to which the department was responding. 
5.
6.
7.
8. Pub1 i c Invol vement Services P1 an, coordi nate , and conduct publ i c involvement a c t i v i t i e s which 1) support program decisions and 2) assure compl i ance w i t h the spirit and intent of environmental laws and agreements w i t h regulators and stakeholders. Faci 1 i t a t e the s t r a t e g i c analysi s process t h a t i d e n t i f i e s key decisions t h a t need stakeholder participation. Serve as WHC liaison w i t h stakeholders and special i n t e r e s t groups. Arrange appropri a t e interaction forums. Ini t i ate the sharing of project s t a t u s information w i t h stakeholders and special i n t e r e s t groups. 
9.

10.
11.
12.
Actively support DOE-HQ's declassification initiative by communicating internal/externally what documents
